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Guilford Metro 9-1-1 
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Organizational Goal:  Promote Public Safety and Reduce Crime 

High Level Indicators:   
 Crime Rate for Felony Offenses (Part I)  
 Juvenile Crime (Part I Offenses) 
 Percent of felony offenses solved during year (of those occurring during that year) 

 Percentage of commercial property loss due to fire 
 Percentage of residential fires contained to the room origin 
 Response time of high priority emergency calls from call to arrival  
 Percentage of pulses recovered 
 % of core competencies/accreditations met during Fiscal Year 

 
Result Area Objective:  Reduce Part I criminal offense crime rate by 10% annually for the  
time period FY 2010-11 compared to FY 2009-10.   
 
Strategies:  
 

 Implement a Priority Offender strategy 
 Implement a GPS-based electronic monitoring program for priority offenders 
 Reengineer patrol service delivery to increase proactive, preventive capacity, 

engagement of crime hot spots 

 Enhance investigative capacity to clear crimes more rapidly 
 Develop partnerships for improving outside components of the  overall criminal 

justice system 
 

 Performance Measures:  FY 11-12 
Projected  

1st 
Quarter 

2nd 
Quarter 

3rd 
Quarter 

4th 
Quarter 

FY 11-12 
Actual 

Decrease the UCR Part I crime rate  
-7% 

    
 

Number of Priority Offenders managed 

under electronic monitoring  150 
    

 

Maintain a rate of successful offender 

compliance with the electronic 

monitoring program 
75% 

    
 

Reduce case closure suspense times 

for homicides, aggravated assaults and 

robberies 
-10% 

    
 

Percentage of individuals who are not 

suspected of reoffending while 

participating in electronic monitoring 
     75% 
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Result Area Objective: Reduce Part I criminal offenses committed by youth under the age of  
16 by -10% annually for the time period FY 2010-11 compared to FY 2009-10.   
 
Strategies:  
 

 Create athletic, educational and mentoring partnerships serving at-risk youth 
 Develop and implement a truancy prevention program with Guilford County Schools 

 

 Performance Measures:  FY 11-12 
Projected  

1st 
Quarter 

2nd 
Quarter 

3rd 
Quarter 

4th 
Quarter 

FY 11-12 
Actual 

Reduce the Uniform Crime Reports 

(UCR) for Part I offenses for the youth 

population 
-10% 

    
 

Number of employee hours 

volunteered at identified schools with 

students at high risk for criminal 

activity 
     

 

Establish a partnership with the 

Guilford County Schools to create and 

implement a program to reduce 

truancy for students at a high risk for 

criminal activity. 

     
 

 

Result Area Objectives:  Increase percentage of felony cases cleared exceptionally or by 

arrest.   

 
Strategies:  
 

 Deploy investigative units by priority offenses 
 Maintain an after-hours squad of detectives to improve overall response to major 

crimes 

 Reassign investigation of lower-level property crimes to Patrol 
 

 Performance Measures:  FY 11-12 
Projected  

1st 
Quarter 

2nd 
Quarter 

3rd 
Quarter 

4th 
Quarter 

FY 11-12 
Actual 

Increase felony cases cleared by arrest  
5% 

    
 

Increase felony cases exceptionally 

cleared  5% 
    

 

Reduce case closure suspense times 

for homicides, aggravated assaults, 
-10% 
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robberies and burglaries 

 

Result Area Objective:   Provide property fire protection to reduce fire loss and to minimize 

the dollar amount of property value lost to fire damage in commercial structures  (“Commercial 

structures” are defined as public assembly, industry, and all non-residential properties). 

Strategies:  
 

 Arrive in a timely manner 
 Provide sufficient resources to stop the escalation of the fire  
 Keep the fire to the area of involvement 

 

 Performance Measures:  FY 11-12 
Projected  

1st 
Quarter 

2nd 
Quarter 

3rd 
Quarter 

4th 
Quarter 

FY 11-12 
Actual 

Percentage of total number of fires 

that were commercial structures. % 
    

 

Percentage of total dollar loss that 

were commercial structures. % 
    

 

Percentage of dollar loss based on 

total value of commercial property 

where fires occurred. 
% 

    
 

 
Result Area Objective:  Structure fire containment to reduce civilian and firefighter injuries  
and/or death and to meet or exceed the industry or adopted benchmark of 75%. 
 
Strategies:  
 

 Arrive in a timely manner 
 Provide sufficient resources to stop the escalation of the fire 
 Keep the fire to the area of involvement while providing for the safety of responders 

  

 Performance Measures:  FY 11-12 
Projected  

1st 
Quarter 

2nd 
Quarter 

3rd 
Quarter 

4th 
Quarter 

FY 11-12 
Actual 

Percentage of actual residential 

structure fires that are contained to 

the room of origin.   
70% 

    
 

Number/Percentage of fire deaths 

outside of the room of origin. N/A 
    

 

Number/Percentage of fire deaths N/A 
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inside of the room of origin. 

 

 

Result Area Objective:  Decrease call processing and response time for emergency 

responders.  Meet established industry standards of response at 90% or higher.  

Strategies: 

 Develop and maintain appropriate hardware/software to track 800 MHz system 

performance 

 Develop standards and systems to measure % of GFD and GPD calls dispatched 

within established time parameters 

 Evaluate and update the Standard of Cover for GFD, when necessary 

 Reallocate GPD personnel resources to provide for both reactive and proactive 

demands for service 

*Police defines priority 1 calls as one where there is a potential for imminent serious injury or death. 

**Police defines priority 2 calls as one in response to burglaries, thefts etc. 
 
Result Area Objective: Maintain emergency response effectiveness to meet or exceed  
industry or adopted benchmark of 15% standard/industry best   practice and improve cardiac 
survival rate. 
 
Strategies:  
 

 Performance Measures:  FY 11-12 
Projected  

1st 
Quarter 

2nd 
Quarter 

3rd 
Quarter 

4th 
Quarter 

FY 11-12 
Actual 

GM911- 911 calls answered within 15 

seconds or less  
90% 

   
  

GM911 800 MHz radio system 

performance uptime. 
99.999% 

   
 

 

First due GFD unit arrival to CFS in 6 

minutes or less. 
90% 

   
 

 

First due GPD unit arrival to Priority 1 

Calls For Service (CFS)* in 7 minutes 

or less. 

90% 
   

  

First due GPD unit arrival to Priority 2 

Calls For Service (CFS)** in 12 minutes 

or less. 

90% 
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 Arrive in a timely manner 

 Provide sufficiently trained and equipped personnel  
 Provide medical care that will stabilize, reduce, reverse, or eliminate the conditions 

that have caused the emergency while providing for the safety of responders 
 

 

 Performance Measures:  FY 11-12 
Projected  

1st 
Quarter 

2nd 
Quarter 

3rd 
Quarter 

4th 
Quarter 

FY 11-12 
Actual 

Cardiac saves recognized from EMS 15 
    

 

Percentage of cardiac arrest patients 

that regain a pulse before being turned 

over to a higher level of medical care 
25% 

    
 

 

Result Area Objective:  Maintain or exceed standards of accrediting agencies such 

Commission on Accreditation for Law Enforcement Agencies (CALEA), Commission for Fire 

Accreditation International (CFAI), Priority Dispatch, National Fire Protection 

Association/Insurance Services Office (NFPA/ISO).   

Strategies: 

 Collaboration between all Public Safety Departments to review current accreditation 

standards  

 Performance Measures:  FY 11-12 
Projected  

1st 
Quarter 

2nd 
Quarter 

3rd 
Quarter 

4th 
Quarter 

FY 11-12 
Actual 

% of NAED Emergency Medical 

accreditation compliance met by GM911 
100% 

   
 

 

% of NAED Emergency Fire 

accreditation compliance met by GM911  
100% 

   
 

 

% of Fire Accreditation approved Annual 

Compliance Reports (ACR) 
100% 

   
 

 

% of Fire ISO Annual Reviews met 100% 
   

 
 

% of CALEA standards met by GPD   100% 
   

 
 

 
Organizational Goal: Provide exceptional customer service and a diverse City 

Government Workforce 
 

High Level Indicators: 
 % of Public information requests responded to within 2 days or less 
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 Average hours spent on professional development per employee 

 Average number of days to process mission critical services (complaints and  
administrative investigations) 
 

Result Area Objective:  Increase responsiveness for timely processing of Public information 

requests.  

Strategies: 

 Collaborate with the Public Affairs Division to strengthen common efforts 

 Public Information Request Tracking (PIRT) tracking system to capture 

responsiveness to requests 

 Employ the use of GPD’s Public Information Officer (PIO) for more timely responses 

to information requests 

 Performance Measures:  FY 11-12 
Projected  

1st 
Quarter 

2nd 
Quarter 

3rd 
Quarter 

4th 
Quarter 

FY 11-12 
Actual 

% of GM911 public records request for  

recordings processed within 2 days or 

less of initial request 

90% 
    

 

% of GFD public records request 

processed within 2 days or less of 

initial request 
90% 

    
 

% of GPD public records requests 

processed within 2 days or less of 

initial request 
90% 

    
 

 

Result Area Objective:  Meet or exceed local, State and National standards for employee 

training.  

Strategies: 

 Utilize existing training data via Crownepoint to monitor training hours  

 Schedule bi-monthly training sessions to maintain acceptable per employee 

development by protocol  

 Monitor State of NC 911 Board standards 

 Fully comply with State of NC mandatory police in-service training requirements 

 Fully comply with North Carolina General Statutes (NCGS) fire training requirements 

 Performance Measures:  FY 11-12 
Projected  

1st 
Quarter 

2nd 
Quarter 

3rd 
Quarter 

4th 
Quarter 

FY 11-12 
Actual 
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GM911 % of personnel receiving all mandated 

training 
100% 

   
 

  

GM911 Average Training Hours per employee  36 
   

 
 

 

GFD % of personnel receiving all mandated 

training 
100% 

   
 

  

GFD Average Training Hours (Emergency 

Services Personnel) 
240 

   
 

  

GPD % of personnel receiving all mandated 

training 
100% 

   
 

  

GPD Average Training Hours (Patrol Personnel) 40 
   

 
 

 

 
Result Area Objective: Improve the quality of service externally and internally.  

Strategies:  
 

 Utilize an early intervention system to better manage employee behavior and 
performance 

 Manage a new disciplinary process to improve employee/citizen interactions and 
employee performance 

 

 Performance Measures:  FY 11-12 
Projected  

1st 
Quarter 

2nd 
Quarter 

3rd 
Quarter 

4th 
Quarter 

FY 11-12 
Actual 

Reduce overall customer complaints 

from previous year -10% 
    

 

% of complaint investigations 

completed within 14 days of receipt  95% 
    

 

Reduce overall citizen-initiated 

complaints -10% 
    

 

Reduce citizen-initiated courtesy 

complaints from previous year -10% 
    

 

Reduce overall citizen-initiated 

complaints from previous year -10% 
    

 

Percent of complaints against 

employees classified as sustained -5% 
    

 

Internal investigations completed 80% 
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within 60 days of receipt 

Citizen satisfaction survey indicates a 

positive impression/perception of GPD  75% 
    

 

Implement an automated case 

management system for the 

Professional Standards Division      
 

Organizational Goal: Ensure Fiscal Stewardship, Transparency, and Accountability 

High Level Indicators:   

 Percent of audit findings resolved  
 Ability to reduce costs, deliver efficiencies and ensure accountability 

 
Result Area Objective:  Capture relevant data on percentage of 9-1-1 Surcharge audits 

resolved per year.  

Strategies: 

 Collaborate and partner with State 911 Board officials to comply with eligible 

expenditure rules and State Law 62A* 

 Conduct continuous monitoring of funds spent from 9-1-1 Surcharge accounts 

 Partner with the Finance Department to ensure proactive address of accounting and 

audits of funds  

 Proactively monitor overtime expenditures 

 Performance Measures:  FY 11-12 
Projected  

1st 
Quarter 

2nd 
Quarter 

3rd 
Quarter 

4th 
Quarter 

FY 11-12 
Actual 

% of audit findings resolved relating to State 

of North Carolina 9-1-1 surcharge funds  
100% 

    
 

% of Division of Criminal Information (DCI) 

audit compliance 
100% 

    
 

Average hours of overtime use per employee 
     

 

Average hours of overtime use per employee 
     

 

% of Division of Criminal Information (DCI) 

audit compliance  
100% 

    
 

Average hours of overtime use per employee 
     

 

*State Law 62A (formerly the Public Safety Telephone Act) recognizes 911 as a toll free number through which an 

individual in the State can gain rapid, direct access to public safety; pertains to public safety telephone and wireless 
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telephone service rates set and collected by local governments to pay for eligible costs associated with providing 

direct access to Public Safety Answering Points (PSAP). 
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Result Area Objective: Improve the quality of service externally and internally.  
 
Strategies:  
 

 Ensure safety & health of employees 
 Collect, review and file all data related to workplace accidents and injuries 
 Identify trends and/or deficiencies, and make recommendations regarding new 

programs and/or changes  

 Measure employee performance through proper evaluations 

 

 Performance Measures:  FY 11-12 
Projected  

1st 
Quarter 

2nd 
Quarter 

3rd 
Quarter 

4th 
Quarter 

FY 11-12 
Actual 

% of lost work time 
% 

    
 

% of lost work time 
% 

    
 

% of lost work time 
% 

    
 

% of workforce with lost work time 
% 

    
 

% of workforce with lost work time 
% 

    
 

% of workforce with lost work time 
% 

    
 

% of performance evaluations 

completed on time for Public Safety % 
    

 

 

 


